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Exhibit | ix

Coraplatnt Tracking for B (O8I0 1U2008-05/21/2010). Total Customer Contacis: 44

-

s 28 veas Y on oleas and i o brealreg un wih
Ledlhuuns ©0.08 aget, ThE CugQTis wls aingly, Ui
st S pake e med ghe es gnd oo hear eesl the
min s falking anou’ T Spolegivad the sosorve lor g
ingorvemerce, No follow up i necsssery

Taiy Neura ¥ Gt Data of  §Exp.analion of Resoltbioo
Rasohiion -
1 AT TY costumes »igiad inac sgen had rrmed hen hat 1 080108 § The agent ioliowed proper provedure by keaning the custemer

infarmed of what they we expenencog on the L ra,

¢ ?06!07’1‘ (3

A cusiomes e 1o nlace 8 con‘erance cal o & weerand
marning, 8he was nfored by e agent ey couid ru or
wonle not be able 6 procsess the sall, Tee austore then
spoie {o a rupsraser wio sad ey dan” protess those
types of valls bul they would check wity the creonitig
supereizor for sonfirmation Tris nonfusac the custorme~,
25 she has plaged conference catl through relay belera.
Apciogized o customar for e ncotveriencs, and
inforrved her thal we 3o process conferente co.ds at
anviime. The cuglermer #as told that this malier weuld be
forwarded o 1he proper call ce~tar 30 that fhis will not
oocut whes she places fubrre gonferences calls, Na
callback was reguested

47:Ga08

{isaussed tha situation with the operator and supervisor. Thoy
bolh understand procedures [or conlerance ¢alis, buy there was
# campuier problem the opertor was trving 16 siert the
Supeviser 1o that was maxing it difficul! o place the call, The
oparator was coachied (o give the supervisor as much
informat on ¢ possiple about problems that ocour and to keep
tew customner irformed. The supetviser was a back up
suparvisor sovering for @ short Sme. She was coached to
abserve every detfall of the call, including what the opsrator
brped to the customer prior to the supervisor anving at the work
stanon s0 a0 accurate evaluation of ine situation can be rade.

3 08108 A custemer could not coriplete a oal o a health care T61111G8  § Techincian maus 165t calls with e cusiomer and she was able
faci'ily, and was experionsing » 2usy & gnal when calfing to "enawve and make calls, The customer was apprecialive.
the health care {asiity thruuge dbnois Rolay. Apclogized
for the preblen and opened a trouble boket, Follow ug
was required [or orablem resolulion

I ———

+ ROG/16/09  JA Voice cuslomer asked the agent ¢ dial a number from 06/1770%  Followsr up with tre agsnt, and she recalled e specific sall,
his frequently diated st The agent entered the option for The agant stated that she placed the call and got a recording
nglish rathe~ than wating for the dialed aumber o go to with English 83 an opticn. This confusad the agent. 50 she
TTY tones. The customer said the agont wrgusd with him asked the customer if they were trying 10 reach a deafl or hard of
about the processing of the call. Apologized for the heating person The agent stated that the customer became
inconvenience and el im Know his concers would be extremely upset. Then the agent procesded by redialing and

{oassed om o the appropsate gerson for follow up. The reached a TTY answering machine which was relayed,
custamer would fixe a foliow up phone call by however the customer had disconnected the call. The ageni
voice during normal husiness hours statec that she did not argue with the cusiomer. The customsr

was conlacted and aotifled that the agent had been addressed
on this issue. Possible resclutions pertaining to this type of cail
weta discussed #f was determined that adding instructions 1o
the customer note would be the best resolution. The cusiomer
stated that they wili call into relay and add thus note for fulure
reference.

5 J0821/08 1A customsr wae tol by an agent, as wel as three TB29708 | The customer was spoken to and explaned that relay cannot

Fsupervisers that she cou 103 get corderence cals. The process calls that are from TV shows. The customer said the
customer sait i never used 18 be a problem. Follow up 's call is a live speaker. More information was needed from the
requested. center manager. The center manager verifled that this call was

not a TV broadeast. Al of the staff at iis center is now aware
trhal ey will procaess corferance calls as usual. The customer
was informed, and thankful.

B J06I2200 I Gusiomer staiad thal they ars not being bilted correcty | GY/01/09 Three voice messages have been left for the customer, but the

fiirough the Hlimis Relay service. The sustomer bas an
unlimited calling plan with ATT for Long Distance, with a
specific code, but his tode 1§ net available B choose wth
owr system. Apciogized lor the problem and assurad that
ra yrouble ticrket would pe sent in,

customer hds not returned any calls.
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The Taam { sader et weh he agent and e agent pomted out

al abo was a0’ bare althe Tme of the il 1w team Leads
warltiood th's wi e agam 1ag b fos Zheer,

sy 9t

A I FRR A zustane ovurg hat e ageny Song pen e i ne ¢ 575308 1 e supe esor sgoke i both agenis invalved i ne wtuanion,
reascr, ant et he apent would ol dia, the numiber they bt nisither couls remembe- the call. One agent remaembered 5
wamer o di Afidaw up was teueed cal where fhere was 2 ‘ot o garbling wnen e Cuslomer Yied o
wpe the numbrer o call, put the 2gent wasn't sure f s is the
s salics Bven o agh the agents did ot remember thes
rak, they ware both coached on the imporiance of not
discormecticg calls. The agents were 3lso advised about the
consequences of doing 30, The superdsor tned 1o contect the
nussormer for follow up, and the phone was answered by a voica
caller wno said they did not know anyone by the customer's
name and ' ¥a8 2 wrorg nurber
9 0770709 §A customes soys hat the selay syster and Sprnt e 070909 Cailey the customer 3 times and thers was no angwer,
terrible  The customer soys that they ther moteris 3
VOO user, and ey dn netwant hee lo go through any
ore problems witty the turbocode, They huve been
having provlems disabang the lurbonode, sven wher the
agant disacles it Durng the most recent experiense, the
MCQ dne our oul when the age gisabled turbooade, ard
fthe VGO line woun nct oper. Apologized for the situation
arud asaured 200 low Up call wouln be given io the
cusion er
i L?z‘f)?{i}s A CuSTemer S4yn ihe agent Pung up for ™ tensen, end e § 07167708 The customer was calied, and the peso who answerad said
agent would not dial the wimses the custorer wanted, there was nu cne there by the name requested.
The custome- requestad a 'low up.
11 107/09/08  §A custormer siated that people are unable to call ner 08/58/09 Techniciens made many test calls ¢ this customer and figured
through the relay service. Th's probien is ongeing, and out that when her TTY answaers, the ASCHi picks up. The
s has turnen in several ompiamts on it hefore custorner was informad that she needs o change the options on
Anciagizec ‘or i~s pronler and assured that e troutie the TTY «o it would not answer in ASCH for incoming cails She
$ticket would be sent in agam as swied. Follow up was thanked us ard will have someone do this for her.
frequested
12 072108 §A customer sand hat the agent “keeps nanging up on me® § 0720008 | The agent sa d that they had experienced quite a few calls that

on mutdple calis. Apsagized o costamer for connosden
problams and sald a supsrase: would speal 1o the agert
Foliow up wes recuestad

day that cycied from the TTY hine 1o the Voice line because the
sysiem was't detecting tones, She went through the proper
disconnect procedures each time this happened The agent

was coached on contacling e supervisor if she's experiencing a

large number of calis with this experience. Sne was also

reminded of the consequences of disconnecting salls. Contact
0 the customer for follow up was altempted three separate

times, but each time reached a busy signal Another attemnpt to

contact the customer was made later, but there was no answer

or answering maching.
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A custome: sharee feedbark regarding <7 cagtions G & zad
st L agent swmbar and spendic val dut wa e ordidad A
Tregromer Senvee Renrssanptive apclogiaad o7 tas wooidew
ant tharkad Y oualomer o1 the feedback. Fushe
rwgstication ‘ourd o troudle loke! o the nall showing (hal the
agent rad no audio on the #ng for the fiest dart of fre call
Ot (e i reluned coplions werg preseri,

or o dottor's olnce after attempting for two hours, and
contnuously reaching & busy signal They provided agent
2 numbaers of the calls s & trouble tcket could be
enered Apologized for the incopvenience and old her a
trouble ticket woud be enlered, No foliow up wee
reguasted.

EPM S E 14 ey Grng o D78 § The C;ap?a! Sarvine resoralrg Dal proimpts the calle~ 10 enar
the number they woant @ dial was terrporanly out of order i
the calier did not Know whes 1o snier the nusher they were
cafhng. A Customer Service Represantalive sdvised the
customer 10 amer the mumber they wished o call aflera 5
sacond oause. Technical support then reset the equipment
rasolvirg the ssue completely
4h 307708 A customer sad that they wers hurg ug on by the agent CTIZGI08 "?rhene 15 no egem by that D number working at this particular
ehier about 10 minutes. Apaiogizod a~e digied cut for e cener, Thersfone we are unabie to do Tollow ug with agent,
custame” to careplele her ool Cusicinar does notwant g therefore Cloging the ticket,
glollow up.
NI e
168 R0772848  JAn throe VOU customer was ynable 1o maks somg jong  § 07723008 Techncrans made severa] test calls to the customer and all
distance calfs using 711, A eco-dwyg waid "Your acess 1o went through fine. The customer was sent an emall letling her
s ¥ oot aulberred U Avolegized. and vones tha the know that har phone was working fine and to send an emall §
syslen camer minimaton was cored, A roupis Yoket she hat other questons,
wag entered, and & was suggesied thal the cupomrer also
contact the «ocal eachange carrer ‘o0 wouble shicoting
The custome- requestad an email follow up.
17 RSA0R BT snes aeotReronnedt duniry calls D7 30108 | Tr6 cLSIOMST Was Sert information expianing the differenve
hetwees # CapTel and g tradiiona) phone, The informaton that
ray sect explamned why disconnsclireconnect might he
ceurnng and an ema’l was sent that included fps on how o
raduce this occurrence.
18 07130508 JA customer smd they cannot complete call through Re'ay £ 07:30/09 Techniman made est calls with the customer and was able to
antd continue 10 Jet a busy signe. Apclegized for e make and recetve calls. Gustorner was truly appreciative for this
foroblen and openea a toubln hokel Follow up wit~ the resohuf on.
customer is reguired for problem resciution.
19 JOgL408  glirconnec/Raconnect during calis 08/21708 | Tho susiomer was sent ivformation explaning the difference
betwaer a CapTel and a traditional phone. The information that
was sent explained why digconnect/reconnect might be
ocewring and an email was sent that included tips on how 1o
reduce this ocourrence, The customer noted that all was
waork'ng fine, and they did not need any more follow up.
20 032109 A’T’FY cusTEr was unabie to call & cgnain number via 08/21109 Customer did not request foliow up.
relay Apologaad and iasued a trouble tcket Frllow up
was not reguesied.
27 RUG/G100  §A custorar said that Ney Could nol cormedt 10 @ number  § USI01/09 Cuslomer did not request follow up.
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5o Ppn e RSN A R TpIY < ey itk e nail, TRM0L § 2 tusiomer raparied that Capunng STORpo Mty-ay Heougn 2
H cat nveskgaron delgrrioed wotnical dfficulies ol v a;ﬁ;di o
warkstation rgo 4 ad i the et cornection, & s*“.,s»q [t aecd
atigmpds by 71e Cusimes wer drcugh tucssssl iy,

O3 OGN 1A Yoo cumomer staled Rt ovas tne as) couple o deye, 1 TONE A echimian led e prosiem, 378 a voiul mal wes jefl wilh
whis Ligaing a oell aang ATT a8 el ceiner sichone, the custornes in'oramg e thad e prosiem was fixad gard o
iray were having dfhos bes z" L the coli gong Jrough saitvdly any other Gupshiong,

ATT, Bach vre ey exosierged thys the vustomer had o
spend "0 o 8 meeuies of f18 isser wal the ggerls and
4 supetvisch wal sveniun v sguesiad i rroer 1o push the
call the The cuslomer wisaes o be abig '¢ previde *ha
rusebet 1 el and vmcged wath using ATT as thelr ltng
distance ca<gr of cholte wahou! the hase s, /ypmogL ol
0 e customer and acsured hat fas issue witl he
forwarded 1o sprnt teebnions for o resolton, The
custome - wished for 3 fodaw 0p Ly the slate sonoum
manager.

VLR R A:‘swer‘-ﬁme 10/28/08 A gustomer reponed dif?iculty maxing a captioned call.

investigation found that a minor lechnical interruption combined
with: high call volume caused a longer waiting time for
connaction to an agent A Cuswomer Service Representative
explaineq this sftuaton to the customer and advised that they
wall 4 iiftle fonger for the agent fo sonnect, The cusiomer
confirmed that the call walt time went back o normal. Service
tevals were met throughout this period.

B P GE 15 700 Cusamals dady e roperts having angoing TEAA08 ] Nwas found that the customer needs to dooument Ihe date,
foarbling problams with Hlwois Relay tor years The agent's (D and time of the call for the technicians 16 mesearch il
custormer gdvised tho’ the problentis not witr her Tre cusiomer was asked o do ihis gong forward
eguiprment. but with the Relay service and wishes that the
protlem be resolved once ang for all. (Frovem eporied
by customer's daughter. The daughier and cuslorng were
advised that a trouble ticke! would be entarad. The
customar requests a follow up 88 so0n 48 possible,

26 [12/15mM9 JA customer said that tre agent didnt wait for the T{Y 1217108 1 The ageot was coached on proper procedure for this aspact of
answering machine greeting o Fnish sencing before cal process ng.

Peaving (he voics pergur's message. This saused the
vG C& message 1o be garblac, Apologized and told the
custorer this mfarmation would be sent ‘0 the appropriste
persar for foidow up with the agent. Customer dic not
request a foldow up.

‘57 12/31/09  JA cuslomer said hat they requested na recording in thelr | 6170410 The agent sai? that they typed the recording o let the customer

rotes, however the agent types out the recording. know the office was closed The ager was coached or foliowirg
Apalogired and told the customer dus nformation would customer instructions.

foe forwarded lo the approsriale person,

B8 Je11 510 JAn IEnoIs V00 CUSomer has besn unabi 1o place relay § 0171170 A techrician fixed the prebiem and calls are now working.
loalls, Apclogized fo- the problem ad opencd a toubie
tickes. Folfow up wag required 1o assure probler
raschtinn,

29 B02C110  JA customer stated that the agent did not process ther cad § 02701710 The agent was coached in the importance of following the
annuincement modification accerding to the cuslomers customer notes and instructions provided. Agent apologizad,
note and instructions. Apologized for the ‘nconvenience
this mizy have causes No foPow up was necessary.

oy
30 40240810 Hial Tone « Not heard 0208710 §A customer reported thal there was no dial tone on thelr CapTel

phone. A Customer Setvice Represendative advised the
customer to perform a physical reset of the CapTel prone which
resoived the customar's expetsnce.
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T RSy ot oot - D2 & e ousteorer snerpd Teeuback regarticy the acciracy of s
ool spaciie cafl gote A Dusbimer e on
Hguravencarys dpcepizad Ine e e asn? o thanked tng
customner iov e fewdback. The aall datads wers thared A
Call "enier Management for icllow up +i~ the agert Ly ine
supesviaar

22 803A0NMG §laz Tore - Nonoard Q310714 A customer repoties no disl ope A Customer Service

Regasenialive advsed the castomer o perom g physical
et of the CavTel phone whicr résc ved the casiomer’s
axpaniencs,

FCUN [ER EICIOME FY e i vy e 78 e ggentwends snriurm 02510 The SGBN Was coacned on using & dolite helpful o1e at ail
up thia volre whien I wey “ecuasted, a0 rhenbled thimes. The agent confiemad tha! they know how (¢ adjust the
iognaad of spealdng sleary The custeny also sup the volums 50 that the c.stomer can hear her The customes was
agent wowd warrupl he vath, ' Ong moment, he's typing gven & call back do let her know thal a supervisor had followed
T he suslorer saya ey do ot e leve thal 16 be tug up with the agent.

Apcingred e inconveence, Fodoa-g was tsousstad

34 J03N10  JA cusiomer sa.d tha: he foeratar ralad to rofay 8 phese  § 03115110 JThe agent said they remembeer the call well, The agent said that
srnber iat was rai.ested via Diregtoty Agsiswrnce, The the sustorrer had called Direclory Assistance looking for a
customner was iryng o ge thelr daughte's phone number number, tut there was no listing. The agent typed this o the
1 St Louis, MO, and says inal they know e Diregtory oustanier, but the customer dig not believe his information snd
Assistance Operalor gave the number, hat e relay was ransferred to a supervisor, The supervisor also looked for
operater did not ype L Applogiaed o S wustomer and mis listing and dic not find #. The agent was coached or caling
assured her this will b forwarded ko the appropnsde 2 supenvisor o agsistance and guidance, when necessary.,
person for resolston, The custorner was salisfled and
decinegd ihe offer 1or 2 follow up call.

35 BU4CHNT RAG Blinws Speach 1o Spesth customer s wiatde BICLIT | Tho GUS. e Was Gales and niormed tat fs iohg distance
complete 2 iong distance call o Michigan through the cartier is Lsted and Fo can bilt alt of his long distance calls to
reday service. Apologized for the incowvenignce The ATET.
customaors catabass profiis was checked, and no reases
for rasiricton was tound. A vauble bohet was ‘ssaed, and
follow up was requested.

36 §04710/1C  JAn inbound T1Y Caller stated thal the agen. gia nol their  § 0410148 The agenr was coached on focusing tor evety call he processes
cLsiomer notes aboul using Yerizon as e lony distance and making sure he follows all cusimer notes or nstructions. A
carrier, as tnat is wha they are rag slored with, The agent follow 1sp call was made to the contact person. They savd they
put the cati hucugh Sprint The Sprind long distance didryt know the TTY user had giver them as a follow up contact
recording came on 0 the custormer hung up, Apologized but said trey would be sure 1o fet the TTY user knaw the follow
to Customer Assured them that the complaint would be up was completed the next ture they tabic
passes on o supervisar, The custome- requested follow
ug 10 a voice contact ihat was hsted,

e

37 §04/21/1C  JA Speech to Speacr customer says *hal the agentwould § 42170 | The Team Leader spoke with the customer at the time of the

not furn the youme Lp. Tre customer beheves that the cail, and observed that the sgent had lurmed the volume up as

agent 's "messing with my head because she salks low
when supervisors are not around.” The oustomer says that
th.s agent s the only one they caniol heas. The cuslomer
requesied s written letier of e complaint and the
resolution mailed to hur as scon as possible. Following
this complaint w the supervisor, the customer had this
same agent preeess his call with a supevisor present

high as possible. The Team Leader says the agent was vety
{oud when she wag agking hifn o hold for the supervisor. The
Team Leader had the agent move the microphone closer to her
mouth. She comphad, but the cusiomer still complained The
agent foflowed instructions and procedures After the customer
sald he could not hear the agent, he allowed her 10 make
another call, and she did a0 The agent did 1er best to follow “is
raguesis. The Team Leader sent a letter in the mail explaining
that the customer should alert a supervisor abowl any volume
issues 50 a trouble ticket zan be made 10 investgate the
prablem.
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A PRt .ma‘.:;r:?ir'ag et TEIINT Tt PaiZEnl | A Gsiurrers helpe reparied the! they receved ro Saptions on
&0 angaering sacinng call & Gosnmes Hearvice Bepeoserisive
apnigired for thig uitent end explalnad i the ausiorer that
g Agen. aad ust sudey on het and and ol no! se e
answanng mach Ne Messages,
35 0e8N0 e T - Mo, herrs CHZBIN | A custzmiers Laregivet reporiad that inilowing ¢ powe” outaye
the sustorrers phane had 70 disd fong. A Customer Service
Fieoresentadve advised the caregiver o perform a phuysicsl
resat of the phone. The vustorner confirmed this reechvedd thalr
CXDETIRNOE.
4 §ONCANT A cumune sat gt the agent did not sLee iy reneer Rom10 § The agsnt was coscned on being sure o specify gender al the
wha™ lpavng & iessage Apcingized for the end of ary answering maching or recording if they have typed a
Iinconveniencs, 1he cusmmes reguester a foliow v, message, A follow up call omrpleled.
NS 10 FDial S one - Mot nears OLAIT0 ¥ A customer referenced 2 lack of diat fone on their Cap {'ef 200.
A Customer Service Rapresertative advised an e sclronic reset
of the phane This restived *he problem,
42§05 ZA0 10l Tone - Not huoard UBHZG A customer reported no d.3] 1one on therr Cap?m phong. A
Customer Service Representative advised g physical resat of
the phone | was confirmed that this solved the problem.
A
43 JOLAF10 1 pochngal - Ganergl 5200 A customer reporied that the canticns stopged in the middle of 4
call A Customer Service Representative found that the
Communication Assistant's supervisor had dissonnacted this
sall due to sudie difficuities. The customer is safisfed with this
information.

44 JOSIZEI0 A cusiomer 3ays tral the agert would nof iespond when Be5 10 11T agent stated that she had experienced techrcal d’rﬁicuity in
asked & curshat Apologred for inconvern ence and ist selting this calt and requested assistance of a supetvisor at the
the customer «now that the information wodld be fime The agent explained that there were iimes when the agent
feowerded 1o e approvnate persen, Qusiomer wouid e cauld not hear tne VOO custarrer. The assisung superviser
buth 8 folwow up 'elter and & call confumed the agent's exglanation. A follow up phone call with

the customer was conducted, and the custoner was tharkful for
the follow up and stated that a follow up letter is not needed.
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Iligols Telecommunications Access Cnrporatinn
3001 Montvale Drive « Suite D » Springficld, Mg $2704
BUO-RAL-BLET V/TTY ¢ 2. 7-698-42 70 VI 1TY ’
FAN 217-598-0042 = wwuitovify Ovg

June 27, 2011

Marlene H. Dorteh,

Office of the Secretary

Federal Communications Commission
Washington, DC 20354

Via Blectronic Mail

RE:  CG Dacket 830123

3

Dear Secretary:
As directed in the above-mentioned Docket, please find the following enclosed document:

s The State of Ulineis” Sprint TRS and CapTel Annual Complaint Logs, which include the
number of complaints received for the period Jupe §, 2010 duwough May 31, 2011, that
allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

The staff laison of the {Hinois Commerce Commission, the regulatory agency of the State of
llineis for the ITAC TRS Program, repc*ted no standard TRS or CapTel compiamts etevated to
that agency during this reporting peried.
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June 27, 2011

Page 2 of 2

Marlene H. Dortch,

Oftice of the Secrenary

Federal Communications Commissgion

Via Electronic Mail (Email)

RE: CG Docket 03-5123

cc:  Emma Danielson, Illinois Account Manager, Sprint Relay (via Email)
Mary Watters, Ninois Commerce Commission, ITACATAP Listson {via Email
Mark Stone, Deputy Bureau Chief, Federal Communications Commission {via Email)

Enclosures:  Annual [llinois TRS Complaint Log, which includes CapTel Complaints for same
reporting period (June 1, 2010 through May 31, 2011),

X1 | Haiyx3
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Confirmation Page

Z10Z 199000 [eMaUSY UONEIYILED SH L Stoull

9¢

Page

Your submission has been accepted

. |_ECFS Filing Receipt - Confirmation numbes; 2011627236540 1
Pr{}eming wen ae e av e s e e N .. . - \,.,M,.(:

Name Subject

Telecommunicatioe Relay Serviges and |

Speechio-Speech Servicas for

Individuals with Heasing ard Spesach
Disabiidios,

i G Cr;mact lm‘o § - R . {

T Name of Filer: Patty Kf@ﬁs
: W‘!ﬁ%ﬁ, ?ﬁ?i%“@@"‘:?‘?“ﬁ

{0923

:;, &ﬁdf%ﬁ s omn v e v s ars - SN .. e v P (:
: Address Lins 4; lilinois Tesecommunmacns Acoess Corp
: Address Line 2 3001 Montvale Drive, Sle. D
; City: Springfield
; State; ILLINOIS
_ Oip: 62704

Gvn ot s em 4w N o Mzé

‘ M st St w26 S < wn su v e wwian o an e e !
,ﬁ Type of Filing: OTHER :
Fneﬁumbor 0&123 i,

£ s wn s s e g+

i‘ 1 DQCumentgs} } B R VIRV NN . PPN P .f
§
i

L' Fila Mame Custom Description Size i
Annual TRS CapTel i

Complaint Log for filinois grs
; finalfectrscomplaintiog20102011.pdf for comoplainis reseived o

¥ hetween June 1, 2010 and 0
o - May 31,2011 i
?hss ccnﬁrmation vermes that ECFS has rece;ved and N
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IHinois Telecommunications Access Corporation
2001 Montvale Drive « Suite U » Soringheld, Mines A270L
BOG-841-8157 VATTY = 217 6083170 V/TTY
FAN 217-898-0942» warw taciiy org

Office of the Secretary
Federal Communications Commission
Washington, DC 205354

Vie Electronic Mail

RE: G Docket 63-123

Dear Secretary:

As directed ir: the above-mentioned Docket, please find the following enclosed document:

* The State of hipois” Sprint TRS and CapTel Anpual Complaimt Logs, which include the
number of complaints received for the period June 1, 2011 through May 31, 2012, that
alege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of iis resolasion and an explanation of
the resolution. ,

The stafl liaison of the Illinois Commerce Commission, the regulatory agency of the State of
inois for the ITAC TRS Program, reporied no standard TRS or CapTe! complaints elevated to
fhat nosaey dorine fhic renarfing neriard
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e 27,2012
Taged ol 2
JOffice of the Secretary
Yederal Communications Commission

Yia Electronic Mail (Email

RE: G Ducket §3-123

ce:  Emma Danielson, Hineis Account Manager, Sprint Rej Jay { {via Email)
Mary Watters, [llinois Commerce Commission. [TAC/ITAP Liaison {(via Email)

Enclosures:  Annual Hlincis TRS Complaint Log, whick includes CapTel Complaints for same
reporting period (June 1, 2011 through May 31, 2012).
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June 76, 2008

A G D300
Ms. Marlene H. Dorich

Office of the Secretary

Federal Communications Comrmnission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Via DHL Overnight Delivery

RE: G Docket 03-0123

Dear Ms. Dortch:
As directed in the above-mentioned Docket, enclosed please find four copies of the following:

e The State of iy’ Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1, 2007 through May 31, 2008,
that allege a violation of the federal TRS mandatory minimum standards, the date of the

complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

A CD (formatted in IBM compatible format) of the Annual Complaint Log is also enclosed.

In addition, staff of the Illinois Commerce Commission, regulatory agency of the State of {llinois
for the ITAC TRS Program, reported two complaints that were elevated to that Agency during

the same reporting period. They are identified as complaint mumbers 21 and 73 on the enclosed
log.
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Plagse contaet mie v reondrs any additionsl information,

Sincerely,

JIPTORTTR
o,

) a
\ o cbaze 1000
25

Patty Kress,
Assistant Director

oe Emma Danielson, Hinois Account Manager, Sprint Relay {without disk)
Christy Pound, Hhinois Commerce Commission, ITAC/ATAP Lisison (vig electronic
e~mail wiout disk)
Arlenc Alexander, Federal Comonications Commission {via electronic e-mail w/out
disk)

Enclogures:  Attachment #1: Fowr Copies of Armual Hinols TRS Complaint Log which

includes CapTel Complaints for sare reporting period.
1~ CDof Annval TRS Complaint Log for Illineis
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Hinaos Telspommunications Access Cosporation
Y Monseale Dtfee < Galte D+ Bpuingleld, BMineis 82704
WOT-BGL G167 YITTY ¢ 2178984170 VITIY
Ve g 217-698.0048 ¢ wew Haztiy.org

e

June 27,2011

Marlene . Dorteh,
{Office of the Secretary

- Federal Communicationz Commission
Washington, DC 20554

Yia Blectronic Mail

RE: CG Docket 83-0123

Dear Secretary:
As directed in the above~rentioned Docket, please find the following enclosed document:

« The State of iwols” Sprist TRS snd CapTel Annual Complaint Logs, which inchude the
number of complaints received for the period June 1, 2010 through May 31, 2011, that
ailege a violation of the federal TRS rmandatory minimum standards, the date of the
coraplaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

The staff liaison of the Minois Commerce Commission, the regulatory sgency of the State of
Hiinois for the ITAC TRS Program, reported no standard TRS or CapTel complaints elevated o
that agency duging this reporting period.
Flease comtact me if you reguire any additional inforrnation.
Rincerely,
< ;@-z‘%zg X

Patly Kress,
Asgsistant Dizector

et ot
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June 27, 20

Page iull

Marlene M Dantely,

Office of the Sexestary

Fedoral Commaudenbons Comcassinn

Yig Llectrome Maill (Bmedl)

RE: 4 Decket 23-8123

ce:  Fmma Danielson, Hlinois Account Manager, Sprint Relay (via Email)
Mary Wattars, {Uinois Commerce Commission, TTAC/ATAP Liaison (via Email)
Mark Stone, Deputy Burean Chief, Federal Cormmunications Commission {via Email)
Erclosures:  Aanual Hinels TRS Complaint Tog, which includes CapTel Complaints for same
reporting peried (June 1, 2010 through May 31, 20611).
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Your submigsion bas been acscepted

i

! ECFS Fifing Recslpt - Confirmation number: 2011627236540

s o

| Progaeging e e s—— et

N Hame  Subject

i : Twensviunication Relay Services and
i aa.ans Sheechic-Speech Sarvices fo-

f i N Lok

f

individuals with Hearing and Speech
Digablities.

i

. hsvmmren e ey ok

| Gontactinfo | .
Navue of Flier: Patty Kress
Emull Addrees: paben@ec|.com

~f Address ',
Address Line 1: Hinois Telgcommunications Access Corp
Address Line 20 3001 Montwale Drive, Ste. D
City: Springfieid
Siate: ILLINGIS
Zip: 62704

~| Detalls —

Type of Filing: OTHER

: Fils Mumber: 03-123

- ﬁoaumentgmg

File Name Custorn Degcription Size
Annust TRS CapTel
Complaint Log for inois 875

finaffactrevomplainliog 2010505 4. pdf for comopiainis receluad

belween Juns 1, 2010 ang K8
May 31, 2017

r~1 Uisclaimer } v

This confirrmation verifies that BECFS has received and
accepted your filing. However, your filing will be rejected
by ECFS If it contains macros, passwords, redlining, read-
only formatting, a virus, or automated links to other
documents.

Filings are generally processed and made available for
onling viewing within one business day of receipt. You
may use the link below to check on the status of your
filing:

hitn://fiallfoss foo.aov/ects/comment/confirm?
confirmation=2011627236540

For any problems please contact the Help Desk at 202-
418-0183,
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Compdalng Tracking for W IBwe 200824201 1) Total Customer Goontactks: 42

aay the message was gardled and gnored the customer. The custamer hung
up ight afar. The Custome Service Regresentative thenked the customer for
§the feadback and sald that the Infornaling woulkd be fonwandad o the
appeopeate porson,

Frumviber to digd and o message i be loft, The Communication Assistant did not]

T flwte ot MERIR 01 wlspiund St 0F r?xg»:a:mm ot Bagsidion
{omalising Fasphdion
1 060 A tustomar is semplinim Yat e chd s deat and gefling £ 1 uadls to el 061710 § Customar contactad welay 2o swploined oalis had gtaned up again, Suskomor
sugnber o et relay iorrst e ga ondes TI9, BI85 s et vrrvking o'y Aoy, Regsarh identifiad that tw cally had basn plaend
verpinng $oen Guls 18wt haoauss 9e s O It LONgE BUIMRoS IR Heough any Spint Raloy ortaott 1 e son's pumber. Ingulrad §the soabag
sl geliing 2. Galls. Cuslumer waste I rwagg ragwrdfing e caliar 1 Info? Cuslomer saig ves, but vran they cslied e twe numbarg (it
appesred on the ouiw I rslay sersses answersd, | axplained that theas are
rost Skely intemet rolay services arad Tt itls eely that the person placing
He haraswing was caling through thage seevices. | suggested that the
austomer oull the numbess agein znd raquest b apoak to a supervisar, Alsa
provigor ot of ralay covtomar servies aumberns,
= ‘0&‘09{ 14 (A Crownunicaton Aesiatan’ did nol wilw e customans instruciong fo dis) QM0 TG EONS WETS A% RHoW e, BIX aftempls ware made 1 comact the
ard g up. Customes reguests foffow up, Appoglzsd and explainesd the customer aad no customar contact wes achigved.
concerm wil ba forwendud i e sall ceotor whare Ine agard @ nsated,
T ISEAEAD A Cordnunicalion Assstant hung up 30 cader around 200 pm O7. The DHBI0 The Cammunication Assistant wag not currently assigned 1 work it day. A
curtormer prafers follows-up by mail, follow up letter was sent Koday.
A JCGHETD | jh lrbe coue kanps Jopging DR CaUSIng Garbing, Thio siuaten wate (xad 0B/2110 This was & LGOS, (R5US AN 1L was 1osaved.
ibefme st they ura S having problems. The Customer Sewvics
Reswoseniative Daried he caller for thalr ediack avd Wil sulindl 2 oubls
Fuckat o the wonniCal degariment, & Sroubig kol was submitted,
— - -
B ICERBH0  FT 0 LOonanMeaton ASSEEN humig up on the custorner auring asall, Akerthel U8B0 §The Corwnunication Assistant wasn't scheduled an the day e comphint was
Cornmunication Assiotant askad fue tha ohone musher. s TTY sustorer raceivad, The supervisorwas unable i biew up,
fepad She number, 4l ot de it and ming up.
W 7 e i g
8 JOR/ZAMT A TTY costomer ataies they gave the Communication Assisiant the phone CBIZE/10 | The Communicabon Assistant was coached an proger disconnect procedures
numbie to diad, but Yw Communication Assistant did not mspond, (e ent the imporignue of nutifying 2 supervizor i the event of technical
customer stated oy disconaesied with the Communicaion Assustant then mablarma. The Ctmmurticalicn Assistant understands. The supsrvisor call the
caliad back I and had the gecordd Conaunication Assistant tranafer them % customer on 829710 at 916am, The custornar picked up, bt oouldot hear. it
esstorer sarvice. This Bappsnad the evesiing sround © pm, Whils lelkig o sounded ke they were using VCO, but never indicated that, Another calf was
i Customer Servise Raprosentaive tha oaller was sipenencing majar on 8280 at 920mn and thare was stfl no TTY response. There was anather
garbing. The Customer Service Representative had tu keep asking the calf on 722710 @) 933am, ihars was stil no answer,
cusiomar 1o repaat vhel he maus was, "He customer alsw wardad fu 1uoy
whare the Commuricalion Assistant was Incated at, which was not dividged i
the custormer, The Gustomer Service Repracentative gpangzed o the
ruatomor. The customer would e 1 nave folfow up Rom the saporviser
durng moming hours.
T josi8M0 A cusinmer askers the Commumcaiioen Agaistant 1o ey el @ nurmber and Boaan0  fihe supervigor did not have that paicular Communication Assistant assigned
they fung up on tham. The customa sadd tus happened arcind 22100 oo at this tme. The supsrvisor attempled to Riow up with the customer at 842pm
. The Customer Savice Rapresenietive dpologized o the sustomerand on 28 of June. The customer stated that she wifl call me btick and then
ot hem know wa would forward the infareation o the appropriate persor. disconnected. Two days has passed withaut a retur eall from her. This lssus
The tusinmer wadd ke o follow up ghone call, has beeh closed.
8 G0N0 34 customer called in and gave the Communication Assistant the phone 0ef30/18 The Gomimuricalion Assistant rerambered the cal and said that wien the

w2l dropped, thers was a shorl delay and then svarything scrolled across his
scroon realy fast, By the Imae he was able to read the inbounds meesage, the
inbound distatnectad, The Custormer Serviee Rapresaniative coached the
Communication Assistant on filing out trouble tekats and keeping ihe
custorner informed by lstting thems know he's roading thelr instructions. A
foliow up cal was made on 7810 fo the customer,

{llinois TRS Certification Renewal October 2012
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3 ST BRI 3ARU Joa 5 0 b Tunepdes t thet
iz: perdsea fo x flve 2 Acsustenint wut ke 4w ok hadoe va,
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ooy ot QR Y R

A s pdrvner o8l i ateban thateonng var cal e Do
Fasing L5 o1 YanTge b bl s 02 ek
RIS D)

PR B

Sy

ST

R Toais JBatiat met Wil h6 COr IR Iatnn ASSBEnG. The Commamiins
Laastant wis Lonchédd on S mptriancs of Rlfowing Hesonnent proccduren
Ther s Jursase conriin Aseiitard whe alsa cnached o irsalyg sach calting
prdusmang nanrer ane Bard 2 saporvisor I posalble robism an any el
The Comrunicaton Assiaiant urdersianis, The sallor renyastad hvlow uss,
Thpe gitgmpts wars sads, oo contald with the sustomat was achisved,

1%

BN H

Theie § o e tot B acrsacy L Ing SErSs £ o e CuBlhers DA el
shang,

[ e

# custaine) ahured feethank rogerting gores! accutacy of captions. The
Customer Service Repragsentative sugpesind the custnaer dosuiment (s
dme, feng and Sorm anicalicn Assistant's {3 number of any fubie vally v
allve us 1o lake specific action with ths Communicabon Assistant capdioning
the call,

0750

The &6t 6e's careions wiop i ro il o i vell

QAR

TR Cuslorhar saliad AN STHEO O 8 PIEVIOUS Call i CAPIoNnS Siopped atar
the ‘niftal grasting from the saller and never startad again. The Cagtormer
Berdos Reprasentative apologized for the incidenes and told the customer
Hut they would Investigate the call. The fwestigation shows a vary brief call
antl ritetion that audio was tst for an uokrown reason., The cal detel was
sharard with the Gall Canter managestent for foliow up with the Cotwrunication
Asgsistant by the Communkation Assistant's supenvigor. The Communisation
Assislant’s supervigor advised the Communication Assistant of protocol
fotlow when audio is lost. The Customer Service Repressantative called tha
customer back, apologizad and shared the investigation findings with tha
custorner,

08/28774

f Fpaiegk’m te the customer. and offerad to oul Yo doctors offce ard have the

A vors custormar caled Birae dferst phong nunbara that ara nol Relay

refaied, but are Selng routed 1o our relay canter, Tie customer sialed thet thiz
§rappanad about a morh ago, #vwas ied Butits aow happening agam, The
sustomes doos pse tho ralgy senvica o oall 2 desl fend St has notealled the
dand fiend fx o ville, The cusiomer i3 huatraled el ther con ndt amxe vory
impariant calls o thelr doctons” offfcas. Tre Customar Serite Repraseniaive

et office Sall e sustomer T custamer Jechned the offer sad would
e tha Rely Progren Manages 1o cunlact ther an soon 49 passible.

BeraAn

A tochnicin workad with custtrnas on tis and fgursd out that she nesds o
putt 4" i front of e nurmiar she is calfng. The cusivane was eatigfied,

13

S0

A custorner said that the Commurwar Assistant did aol gve tham dig
rsmber fom direcory assimance. Thie numbar was showed typed (0 the
bound many timos on e Communiczhun Asulstad’s soreun The Customer
Snrvice Represoniolive apoiog zed % the noanvaniancs ard miomed fhe
customer that it may b a leohulesd Beus, Thay gave the number 1o he
foustomear aga.n.

Gaif10

The custormur was satisled with the evplanation and asclogy offered by the
supsrigor,

14

4072000

The Cormmunication Assistant did not usa the use of the alphadet encugh for
clarifiention swhen thers was trouble communicating. The cusfonter doas ot
fell ik ihe Communicativn Asuisiant kmovus e oroper SBC procedure,
where the Comomunicalion Assdstont uses e alphabel W spell ot o ward i
e 1 sTISCOmueTnicstion.

104200

A supervisor metwith the Communitation Assistant. The suparvisor called the
customer and the custemer asked that ke call batk on 10/22/2010. The
supervisor med with Communication Assistart and cosched them o
immediataly use the aiphabiet f do not undsistand a word. A supérvisor calied
back par the customer request but ng angwer oy 10/22 at 1500, 1630, and
0.

1029710

LA custorner was urable to make captoned colle

102910

A customer repunied the teed 1o wall for an Communicalion Assisturtwhen
atiempling ko make a captioned eall. The Customer Service Represadative
apalegized for this expedence and noted thare was a technical diificulty at the
Call Canter that cavsed calls riot b fing Gvough to walting captionist, An
squirosnt vendor correcied e mattac. The Customer Seivice
Representative confirmad the customer is now sble o make thelr capiioned
call succassfilly withaut delay.

16

1919710

A sustorner wanied B know why Ge Communizetion Asgistant disconneciod
$ihelr cali? The suparvisar apalagized fo the customer and £ald we wonld
chack into 4. The sustomer didd set ssapest fofloweup

TB0/M10

Whiie 16 COMMURSATION ASSIFEnt does not (8call GRGLTtances Of this
nature, the Communication Assistant was reminded to report any fechafcal
difficuity that may result in discorneeis. The Commurication Assistant was

rerrundad of the corsaquencas of 3 disconnecting a cal,
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Thar wele Soant W SRRt P

[

A caller peoind badtng “Elahte Wt o TV ARKL GWAIALND oparaa®, Tos
nginaer aevips rovtesstiatie advized T susiomsr hal on Decembar
Yaih, Tortol's staffegs for s Madkon ol condor was affucted 1y & severe
saowetonr, Dag to blzzand counfions he oiy's Hus sendiss was shol duwn f
tha aetra iuy and Yrevst widdn tee ol was severaly hmded. Whils answer
wnes wera gelayed dus b raduced staffing throughout the moteing and early
aflaeroan, CapTel vontinuad fo proregs salle heoughoo!t e dey. Howsver,
answer tenes wore alecied. The sustomer secvite representadive confioned
with 118 cusicmar that ey so row abla i moke aeg recelva caplionsd calls
sucnesafifly without delay.

i1

A2MER

5, esltomet cepatar PigY TThe Coannnmisate Y Assislan wag asked w hold
wite Gesiornes s he gst fe phore ntaber. This Comramesalion Asseturd
frprd 3 digainm phrgss and v ke aad ol satent”

12716510

The supenisor discussed this issua with e Communication Assistant and the
Communisation Assistant demonstrated familfanity of proper digconagation
procadure. The Comeawrntation Assstant ollnwed the coreee: provedurs

19

1260

TR WS JONEYaT Suren wauas wih ies oalll

Y210

A sustomer raporied being unable 1o connent with saptions. “The Custemer
SBarvice Ropresentative apologized i the customar for this seperdence ang
ngrad hete was a lachnical Jificulty atthe Call Canter causing calls o be
placed ih queus ard experience unusually long wall fimes dunng & five
artarval, An exroal equipment vendor cotssted the matter. The Cuglmner
Service Represantative conflimed the customer Is riow able 1o make fhair
captioned call suecessfully without delay.

TS 3 THorD WOR: [OToTal SOrACE KRSt wiredhle cell,

oo
1218110

A customer reparted being uoable o Coeact wih caplions. THe Customer
Bervine Hepresentative apologized to the customer for this expadance and
notad therg was a echiviest difioulty atthe Call Usafer causing calls fo he
placed in quoue snd expetience uhususlly long walt times during a fve how
irgervat, An axtsraal squipmunt vendor sormected the matier, The Customer
Sarvice Rapasatative canfinned ha customer is now abie o muks fok
captiongea call sucoessiully witheult delay.

21

G ]

T e were Fenersi serviee 1BUeSs Wil bis s,

IR

A customer reponed deing unabir to copnett with captions. ?!}ez Customer
Service Represantaiive apalogieed % the customer for this experience and
sioted Foro was a teshnion difficully at the Call Canter calsing calls i b
placad ‘a queue and axperienca unusually iong walt times during a five hour
intarval, An eemal equipment vendar sorected he matter. The Customar
Service Repressrdative confitmed the customer BB aow ablis 1o make Gl
captioned cell surcesafuly without delsy.

180G

ﬁtmm were genoral sereie iseuns witt s ead,

TPz

A CUSIIMSF TERITBD being Unabie 1o GONMECt Wilh CAPUORE, THe L USTEe
Service Reprasenmiive apologized ib the customer for this experence and
noted them was a technical difficulty at the Call Center causing cails to ba
placed in qusue srd oxparionce unuseally long walt timss during o five hour
inderval. An extermnal agquipmant verdor correctad the mattor, The Custorner
Eervice Reprasenteiive confirmead the custamer is now able 1o make their
caplicned cait suctesshily without delay.

120210

"'ﬁmfe were genas! servics ssues with ihils ead,

-
JRz21M0

A customar repoded paing unable o connect with caplions The Customer
Sarvice Rapresentative apologized tu the oustomer for this expedence and
noted ihere was & technizal dificudly et the Call Cenler causing calis lo be
placed n queue and exgerience unusually long wall tmuos during & #ve hour
inderval. An external equipment vendor comatied the matier, The Custumer
Sarvice Rapresentative confirmed the customer s row able to make their
saplionad call suocceszfully without delay.

121289

'Theore were general sarvics issues with, this call.

g
12022010

A cugiomer repioded being unabile 1o cannact with captions, The Lustomer
Service Regressntativa apologized to tha customar far this expasiencs and
noted theve was a teelmnical dificully at the Call Center causing ¢alls to be
placad m queua and experjsnce unusdually long wait fmea during a five hour
imtarval. An extemal aquipmant vendor sorracted the maiter. Tha Customer
Service Represeniative conflansd the customer is now ably fo make their
captionad calf successfully without defay.
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Aumiimer reportes Uty sl iv @ pomasd i CaTaTe, TAB G St
Serarg Pupresentalive oleied i #  ouslumiee B s separigroas and
e s wo 0 ephainal diffeulty @ he Calt Cenve causiog awe i b
glased In queue and experane unagaelly iong wadt firass cuting 5 fve hour
ity . Ap gxtemal squipmert vendss corectet the melter, Tiw Gusterd:
Kary s Repragenistive confiraed b susturngr s aove sbis W mabe thelr
aapiinoad ool sucteasfuly withoast aslay.

[ S HIY

g customies reutt thay v ledtiayg 10 Baae Buy an o Domeeunicatihn
ausiutant out the e o The asiomer & cony upsel and swvs the
Poomrunicaton uosle fnd ob dgnd, hey were not foished wil the agh,
The Semoawsrizaton Assiatanl ackegend Ry the leevraranos and thaesss!
15 susiomes et the Gedick, Thin nfounadorn ol Lo paesed o 2 el
wrenodiate superdser. No folow Gp s desing,

[UHE SN

Aq anomaly soeusd, the call soreen changes color and both inbound and
oufhound uallers ware shnultaneously disconnected. However, the
sonversation reseinad fxed on the workstation scresn. The Commurdeation
Aggintn renadiately epoited the yident 10 a supervisor, The computer was]
sessel, the position was moriiored for lssues, none otdurred, and  was
datrminad this wes 2 singls tachnical wregulady,

e
FXIN Sk

thote was a caentress and eennnect seng he carl

S8

"Tho CuBlomer Caled COMPIEITG OF IS0IATSd Gaploned cau wih Mtpia
disronnentvreconnest ingiklents on the one vall. The Customer Serviee
Reprasentative Invastigated and found the call had 61 disconnestimoonnest
accumences which inditates instability to maintain e data connection ta garry’
the captions and audio. Tho Cusgtomer Service Reprasantalive apologieed Tor
the gustomas’s expeariencte and oxpiained the aption of pressing the Captioa
button OFF then ON again to re-astablish 2 new connaction b the Gall Genter
vin fing 2 while maintainiing & connection to the other party on line . The
customar confinmad that spice hat Incident all was wall With her captioned
el

28 101291

The GUSIDIoT Compraed TVt T8 Lo NGaton ASSFIaN: Wat nol payiryg,
aitarstion, Tha supecsizar wag able (0 g on he screan that the messane was
garbind and S Communication Asgistant did infoun te suPer of the garbled
message. The Canunurication Assisiant apotogizan for fhe ntonverienne
g segoivad the garbling lasus fe sondinue wih the ol

G850t

"6 Was B techmeal errar and ns problem was rasolved

23 10201

Thiore was a6 15500 with the acowacy of e caglivng.

AL
0270444

The custarmer repotiad inaccurate caplions during her cels, The Customtor
Bervica Representative apcloglzed for the ircidence and thomend the
customer i bringing their sxperience ‘o our altention. The Custemer Servine
Repressniative suggested that the customer document the date, time and the
Communication Assistant identificalion number of any futire calls 1o allow g
1o iake specific astion witlh the Cummunication Asgistant capiioning the oall.

30 jo2reftt

T hotg were gonerd probioms with e serdos.

i
Q2/02M11

A customer reportetf seeing "Laptioning Sendes Ts ﬁ'mahg“ when trying fo
make calls. The Customer Senvice Representalive advised the cusiorsd that
ot 272011 CapTel's staffing was affected by blizzard conditions. The Cuslomer

Barvice Reprasaniative apologized for the inpatpmniance this caused and
advised siaying on the line for e next availeble ceptoniat, Conter loeations in

Madison and Wikvaukee wasrs both under & "state of emergency” and & “¢ivl
danger” warnmg declaced by Wisconsily Govemnor Seott Walker. Even though

bus and taxt senvices wers shut down It Doth citles and many roads warg
impassabie te Miwaukes and Madisan centers Lol rernadnad open and
fielded calls nongtop. Servics lavem were nat mel for the day dua to delayed
angwer time. The state of emergency endad on 2211 and steffing capadity
was restored, The Gusi Barvice Rep tative cordired with the
cugtomer that thoy ars able to maks and receivs cads n a timely manner,
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£, pgslomer o deeeg | Captionny Sevive B gy when wying 10
ke sl e Suslomer Terians Fapreeasaive aoviser g it Yrr
0 2 Lo b siafing won siacted by Bl soediinng. The Satonst
Service Regresetative spologized for ihe govsenionmd his savosd sud
arhdsad staying on the Bow for the e availabils coolionst. Denter iotationz ia
Madisu and Mbvaukee wers 0oih undsr a “state of smagency” and'a "ol
danger warning declared by ‘Wisconsin Govamar Scolt Waker, Eves though
bues ang faxt satvicrs wars shut doss In bodh clfies and many rogds waree
impassable the Miwaukas and Madison centers bodh minained open and
Reldey calls non-stop. Service Tevels ware not mot for the day dus to delayes
answer o, The state of smergency aoded on 7211 and staffrlg capesity
was restored. The Custamer Servise Rapresersative tonfiemed with the
cusemer thal they ara able to meke and rscelive calls iy a Bruely sannes

ﬁnm s genesd orohlerrs, wih dis servre,

vy
420231

A cusiorner reported seeing "aaptianing Service is Ringing® whan bying @
make calis. The Customer Service Representative advised e customer that
o 2211 CapTel's staffing was affected by bikezard conditions, The Cusitrmar;
Sevice Represerdativa apobogized for the tnoonventanae this caused and
advised staying on the line for the next avalisble captionist, Canter locationg n
Madison and Milwankes wers holls under & “state of emergency” and 8 ol
danger’ waming daclared by Wisconsin Governor Scatt Watker. Even though
bus and taxi sarvices were shul dowrt in both cifles and many oads wore
impassable the Miwaukes and Madison centers both sémaned opan aned
fielod calls non-atop. Sorvice ipvals weare not et far the duy dus to delayad
anawer ims. Tha state of emergency ended on 212011 aed staffing capacity
was resiored. The Customer Sarvice Representative confitared with the
customer that thay are able to make and meceive calls in a timely manner

hﬂ,ﬁmrz: wure genaral probiems with e conviea,

[

A customer reponed seeing “"Eapucmmg Sayvice s ﬁngng” what rying (o
rake calts. The Custorner Service Ropreacniaiive advisad the sustomer that
on 28741 CapTels steffing wae affscterd by blivzard condifions. The Customes

Sewvice Reprasantalive apolngized for the inconveniance (his caused wnd
acvised staying on 16 Hee for the next avallable captionist, Qanter locations In
Sladison and Miwgokee wers both untder a “stale of smergency” and o “civil
dange’ warning declared by Wisconsin Govemar Sooft Walker, Even though
bus and b serdons wers shal down o boll gifies and many roods wers
impassabla the Miwavkeo and Madison ceniers both remained cpon ang
fisidad cails non-stop. Servite levels wers not met for the day due o delayed
answer tme, Tha state of amergsrey ended on 2/2/11 and stafiing capacity
wag iestored. The Customer Servics Reproseniative confimed with the
cuslomer that ihey are able to mgke and recoive calle in & imely manner.

here were ge ezl probleme with fnn warvios,

Qi1

A custosver reporiad sesing “Gaplioning gewice i8 Ehging“ when trying to
moke calls. The Customer Service Representative advised the cusinmer that
o 2/é111 CapTel's staifing was sfiscted by bilzzard conditions. ‘The Customer]
Bervice Raprascantative apologized (b the inconvaniance this causad ard
advised staying on the {ine for the next available caplionist. Canter locations in

Mathison and Miwaukes were both under a *sate of smergency” and a “civil
danger” waming deciared by Wisconsin Governor Scoit Waker, Even though
bus and taxt senvicas were shiut down in both ¢ibes and many roads warg
mpassable the Miwatkes and Madison 2enters bath rermained open and
finliad calis nom-stop. Service lovels were not met for the day dus to delayed
anawar Hirme, The slate of smergency snded on 224/11 and etiffing sapacity
was restored The Customer Serviee Repraseriative sonfirmed with the
cudtomer thas they are able o make and recalve calls in a imaly manper,
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~ewr, P BIPS s0 g i o o By s P s B Pl HlROTE B
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GRUC

A pugronser repocisd wemgﬁapﬂmxizm Burvisn i ?'i‘iugms;“ whet Gyiog @
cans ualls, ey Cusitsoge Senvites Bepasardative adviaed e cuslumer thal
o 783 CapTe's salfng wis sffer oy by Hitran onndiong. The Gustones
Sunvise Reporesmatve apolegized i e fnoovweniaoe his causaed and
advisad gla frey on be e for he vest avalabie capiioniet. Cante Juvations in
shadison and Mitvesdken were Soth under a “state of emeigency’ dnd & “clvll
dar.ger warning deciamd by Wistonsin Governar Seatt Wadker. Even though

s and taxd senvioes were shut dows it holh oiffes and many osde wes

Tmpassabie trw Miwaukee and Madigon centers bolh remained open and
figldad cafls non-stog. Service lavels wore nal mat for the day dus fo dedayad

answer time. The state of amergercey ondad on 2/2/11 and steffilg capacity

was rastored  Tne Customer Service Reprasentative confirmed with i
custoraer at they ace abis o make and reseive Galls I 8 tnely maone

3 ey

Thara wars GoNans predems with the serveia

D201

A customer teparted seding "G'apxbmng Bevive Is ﬁwgmg" witvar trving to
maka caffs, The Cuttamor Service Reprosentative advissd the custorner that
on 221t CapTels staffoy was affacted by blizzard conditions. The Custorsr
Serdite Represanigtive anclogizad fot the indonvanience s caused aod
advised staying ot the line for the anaxt svalable caplionist. Genterocations In
Wadison and Mibwaukes were oth under @ “state of emergensy’ and a “ciwl
danger” waening declaran by Wisconsn Governar Scolt Wadker, Evan though

bus and {axi services ware shut down in hoth cilles and mary mads were
npassabde the ilwaikes and Madizon centars hoth ramained open and
feddod calls non-stop. Service 'syvels ware not met for the day doe lo delayed
answar Hme. The stade of eemargensy onded on 2/2/, 1 end staffing capacity
was resiorad, The Customer Serv.oe Reprasentative nonfiermad with the
custamer that thay gre able o make and recalve £a35 ' A imsly mennes,

37 ek

Eﬁtete Were gont profdaimg wih e sevos

GzMma

A rustomer reported teeing @apﬁm}ng Sarvics & Ringmg” when iylng to
make cails, Tho Cusiomer Serdce Representalive advised the customer that
on 211 GapTel's stefing was affected by tliezacd corditions. The Customar!
8Bearvice Representative apokogieed far the inconvenience this caused and
advised stayving on the line ko ¢ next avadable captionist, Center incations in

Wadisos and Milvaukes wers both under 2 "stale of emergeney” and o “civil
danger waring dedarad by Wisconsin Govamner Scolt Walker, Even though
bus and taxt services werd bt doven in both cities apd many roads were
npassaile the Miwaukes and Medisen centers both remalnes open ang
Retdad calls non-afop. Service levels wars nal met for the day due to delaysd
answer fme. The state of emergeroy anded on 212111 and siaffing capacity
wag rastored. The Custormer Sarvice Represantative canfimied with the
customer thal they are able to make and rseeiva calls in 3 tmsly mamner,

36 §02M04/14

The Communication Assistant wped the wiong ung. The cUstomer saked e
Coramuncation Asvisient 1o ropeat because of ner mistyping. The
Conyrurdeation Assistont toid the custornier "Communioaton Assistant doasn’t
Howve the inforstion”, fter the customer askerd again they ware iold the sama
thirigy again. The customar asked for suparvizor und said 3 Communication
fAsgiatant came on but they weare sure i it was a supsrvison The customer
woutd ke a uliow-up contact vis a-mad,

Q210411

The Commmurication Asgistant was coachad on when i is accepiable to rapeut}
what was praviously fypad o the custorner. The Commuricatinn Assistant
stated she now hag & better understanding of when she tan and carnor
repeat previcusly rslayed information. Tho suparvizor who assisted with the
cal had atso cosched e Communication Agsistant and provided asaistance
3 the custormar (0 make sure Heir information was telayad comantly. A foillow
up wesll was sard to the customer,

ECR 75 V]

rﬁm Conmmunionbon Asssiant kept rnaving messags garbled, messags
gartiled, wassage gamied, over and aver. The Gompnication Assistant
cliddrs't wadt foc the GA's or anything, just ssid message garbled, Then when the
customer said, "OK fing bye sksk” the agant said, "OK g skak”. Tre
Custoner Saoica Regresentative tharked the cusiomer fur the fpedback ang
aroioglasd fr the incanvense. Follow sp was reguested.

s
02117711

In faliowing vo with the Communizafon Agsistant the Supervisor discussed ths.
meigent and provided the approprate soaching to the Communivation
Assistand. The suparvisar it confident that the Communication Assistant wit
communicats in a professional mannar iy the future. A follow up phore ¢all
wes made o the customer on 87711 and a mossage was lek

40 J03/08M

Fihe CommuRICAlion ASSISENT was e ar sy U o the suslnmer and
tost ok messages from thew voics mell. The Customer Service Reprasantative
fapokigiznd tnthe naller and wants & follow up fait on their volce mal,

Q3B

R SUPETVISOT et With e EormuniCation ASsstant. 1He Commumicabnn

Assisiant dogs not remember gefing a volce mail retrieval this week.
Howsvar, {he Commupnisation Assistant knows how to acuess the help manu
and f request 1 supervisor for assistance. The Cammunication Assigiant was
seached on proper precadures. A supsrvisor lalt a message at 320 pm EOT
on 48 March 2041 per customer's follow-up requast, The supendsar
apalogizad and sxplained that the Sommunication Asglaiaot way met with and
went aver procadures
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